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Single Window Transaction - 
Modified Business One-Stop Shop 


(SWiIT-MBOSS) 





C The City Government of Muntinlupa rolled out an initiative to implement more efficient 


governance by creating one-stop-shop access for the delivery of public services, which has 


been modified and simplified over time. SWiT-MBOSS provides simpler, quicker public 


service delivery and has resulted in a better, more business-friendly environment. 


The Single Window Transaction-Modified Business 
One-Stop Shop or SWiI-MBOSS is a simplified system 
implemented by the Business Permits and Licensing 
Office (BPLO) for processing new business permit 
applications and renewals. SWiI-MBOSS consists of 
just three simple steps, all of which are done during the 
taxpayer's interface with a single BPLO staff, from the 
start to the end of the transaction. 

The MBOSS is by far the most streamlined 
version of the Business One-Stop Shop (BOSS), which 
Muntinlupa City Government adapted in the late 
1990’s. From the earlier scheme, which featured fourteen 
steps, the system was simplified into twelve steps, before 
eventually it was reduced by half to just six steps. This 
shortened the processing time by a substantial margin. 
Hence, Muntinlupa City was named the Most Business- 
Friendly City by the Philippine Chamber of Commerce 
and Industry (PCCI) for two consecutive years (2001 
and 2002). It also earned a special citation from the 
same body in 2006. Consequently, this initiative was 
replicated by other local government units (LGUs) in 
the Philippines. 

still, in its sustained pursuit of continual 
improvement in the quality of service it provides to the 
public, BPLO re-engineered the system in August 2013 
into the Modified Business One-Stop Shop or MBOSS, 
and this time it further simplified the procedure into 
just three steps. With this intervention, the permit 
application process became even shorter, averaging thirty 
minutes from start to finish. 

Raising the bar a notch, MBOSS was redesigned 
in February 2015 to feature the innovative Single 
Window Transaction or SWiT. The previous process 


Single Window Transaction - Modified Business One-Stop Shop 


involved interactions between a taxpayer/customer 

and at least three personnel, while SWiT enables the 
taxpayer/customer to interact with only one personnel 
who manages the examination of application documents, 
the assessment and issuance of payment order, payment 
acceptance, issuance of receipt, and the release of 

the approved permit. The total processing time is 
proportionately shortened since the transition from 
one staff to another has been eliminated. With SWiT- 
MBOSS, complete processing time averages thirty 
minutes (for applications that meet all requirements), 
though there are many instances when transactions are 
completed in a fraction of that interval, as shown in 
transaction slips filed by each frontliner at the end of 
each working day. 

The processing time commences once a frontliner 
accepts the application form together with all required 
documents from a taxpayer, which include completed 
and notarized application forms (two copies) and 
photocopies of barangay permit for business, Securities 
and Exchange Commission (SEC) or Department of 
Trade and Industry (DTI) registration, community 
tax certificate, contract of lease (if renting the place of 
business) or tax declaration (if business space is owned), 
and other necessary attachments depending on the 
nature of the enterprise. Then, the necessary data and 
other information are encoded by the frontliner into the 
system, which then generates the assessment to be paid. 
The same staff receives the taxpayer’s payment, issues the 
receipt, and finally releases the approved permit. 

SWiT-MBOSS is important to both the 
management and staff of the BPLO because it facilitates 


the accomplishment of: (1) the office’s mandate to ease 
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the conduct of legitimate private enterprise as a strategic 
means to boost Muntinlupa City’s competitiveness 

as an investment destination; and (2) the vision to be 
the model BPLO in the country. In the same manner, 
the practice is essential to the organization of the City 
Government of Muntinlupa because it serves as a tool 
or mechanism by which the local government dispenses 
a frontline service that effectively contributes to the 
realization of the city’s goal to become the leading 
investment hub in the country with the most business- 
friendly environment. 

The impact of SWiIT-MBOSS is quite 
comprehensive, and the entire staff is steadfastly 
committed to providing excellent service to taxpayers/ 
clients. Although not all personnel are assigned to the 
frontline windows, most are familiar enough with the 
system and processes and would be capable of carrying 
out frontliner tasks in case a substitute is needed. The 
commitment to provide service in a timely, polite and 
professional manner is reflected by all BPLO personnel, 
not just those staffed at the frontline windows. Even the 
simple task of serving free coffee to a waiting client in 
the taxpayer’s lounge is accomplished with promptness 


and courtesy. 


As for taxpayers/clients, the SWiI-MBOSS 


practice affects all those applying for new and renewal of 


business permits, including non-contracting certificates 


and business account modification. Based on the analysis 


from client feedback forms, a high percentage of those 
taxpayers gave the service a “very good” or “excellent” 
rating. A majority also conveyed their appreciation 
for the fast and courteous service delivery of BPLO 
personnel in comparison with their experience from 
similar transactions with the BPLO of other LGUs. 
The impact of the SWiI-MBOSS practice 
reaches individual entrepreneurs, business partnerships, 
and corporations that potentially will invest in the city. 
The positive reviews about the system exert influence 
on the business decisions of those prospective investors. 
As a result, they are more likely to choose the City of 


Muntinlupa as a location for their business, favouring 


simple, uncomplicated, and streamlined business permits 


and licensing procedures — an accepted indicator of a 


business-friendly environment. 
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In 2015, SWiI-MBOSS won the Government 
Best Practice Competition conducted by the 
Development Academy of the Philippines. In the 
same year, it also earned runner-up honours in the 4* 
International Best Practice Competition of the New 
Zealand-based Centre for Organizational Excellence 


Research. 


AN ARTICLE BY: 
Gary Llamas, Muntinlupa City BPLO Chief 
Ethel Roxanne Salvador-Gemeniano, BPLO Examiner 


Best practices 


WHEEE DOING BUSINESS 
15 A PLEASUEE 


p SULT 
Sli! 


SINGLE WINDOW TRANS ACTI 


. a 

: *hei whey 
teed a, o 
en bel el LL. 


MBOSS 


THE SINGLE WINDOW TRANSACTION (S WIT) 
DESCRIPTION AND PROCESS FLOW 
Seer [Pa Gale rt ‘ne t 
i Wuetcea Teor 
chai 
| ona i: oe 
i 7 44 i ae : 
fon vate oan ta i swe er e 22 St i a ie 


APPLICATION FR EW RENEWAL OF BUSINESS PERMIT 


Recep! ond @2ormenaSon of cocuMmesns suo 
mi a" 


a 
CLIENT > ail 
ore 


APPLICATION POR NON-CONTRACTING CERTIFICATE 


Recelo! and examination of document sub 
mitted, ikuvonce cf Bilis Shoterent, meget 
CUENT = 6! Rayer! and hsorce of Ofc Je RCS mat _ OueENT 
ord relecae Of optowd Heneleninac ting 
Comfifkoote 
Figure 4. 


BUSINESS ACCOUNT MODIFICATION 


Recei! and @sominahon oldocument sub- 
= mithed, bsuance of Ming Sotement, acco ae 
CUENT of Poymer ond Gaeoe ot Cttkckal Rocmpt. 
= PA ce ( Easirws Lieber 
end 4 Aenyee’t Pusrrrl Cer 
Agure é 


The brochure of SWiT-MBOSS that shows the description and 
process flow 


Single Window Transaction - Modified Business One-Stop Shop 


BAC KGEOU ND 


s wos o tet vehen nee Bars 
} shops or cr edu for oblo 
4 hes eerie WA wear 


eel Eien BOSS 
1 iepleraetation 


5a Sa 


Led Fine CEP ARTMERT THEASUET 
qarntion 24 spo ator Ver aylety Clerc Brea Caray Cage 


ord 
life ate. 


po} fix 14 


TOnIKG OFFICE LT MLM Se O.F.L.o. GeIEf 
Wace of Joriap Ciecrance i Ceo Ber cotreereBray Aye cers 


To 14 
<a BULGING CHPLCd fi? CLLAiahee MATOS OE 


4. Ba 13 


Cart HEALSH HERG BPae 
ech OF = ‘i PiGa ed BMT ry Leet Pele Sehr gy 


Aigune | 


S41 ACTUAL SCERLARIO 
SUBMIT COMPLETE REQUIREMENTS 


HEGUIREMENTS WILE BE ASSESSED, 
AFFROVED AND ENCODED 


rele 


Pe a 


foes nde 


i 
2 
cio 
re 
5 


Teed 


6 Le 





2 


